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Points of Discussion

How Can You Know?

Quality: What is it?

Industry Standards of Practice:
Where do they fit in?

Using Data and Sharing Stories:
Why it matters
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How Can You Know?
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Worst Fears Realized

What does
the “fake”
interpreter

meme teach
us about
expanding
o~ language
SNL Spoof of Mandela SL Interpreter access?
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The NV AHEC Quality Story

Language
Proficiency
Assessments
Interpreter
F2F ‘o
Interpretation Trglnln% e
Services rovicer
Education
Quality
Improvement
Initiative,

begun July, 2011
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3 Basic Points

Multi-service
Language Access
Vendor (Healthcare & HS)

Systems Approach

Organization-Wide
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Quality: What is it?

» English words have
multiple meanings

— The standard of something
as measured against other
things of a similar kind

* In health care
“Quality” has specific
meaning
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Health Care Quality

Evidence-based approach

Outcome focused

Using demonstrated standards of
care

To bring about the best possible
health outcomes

That measures the outcomes and
documents results
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Language Access Quality

industry standards of
practice

systematic structured

a standard means of
doing business

Culture of Quality
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The Place for Industry
Standards

No Single Certification
or Licensure

Answers the
Question

)
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NV AHEC’s Approach to Quality

A 3x3 Matrix
Quality Quality Quality
Assurance Monitoring Improvement
* Language * On-going * Documentation
Assessments Management
+» Data Skills
* Interpreter * Client
Tramings Representatives « Continuous
Communication
* Provider * Professional
Trainings Development

Northern Virginia AHEC
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Quality Assurance Matrix
(1

Foundational

Documents Basic KSA

Does Not Equate Bilingualism
with Interpretation
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Quality Monitoring Matrix
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Quality Improvement Matrix

Document, Document
Document!

Data Speaks
Data-Informed Decision ,
Making y
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Telling and Sharing Data
Stories

Better Identify Problems
and Solutions ,w
Better Assess what is e
Needed

Better Explain the Benefits
of Language Access
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Three Stories

The Interpreter Ed Story

The Client Feedback Story

The Self-Aware
Organization Story
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The Interpreter Ed Story

On-going Problem requiring

Boundary Maintenance Constant Communication

From Code of
Ethics to Ethical
Decision-Making

43% drop in Boundary Issues

Whole Organization Approach after instituting change
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The Client Feedback Story

Each form was Interpreter- specific Could not aggregate data

A simple change
brings GREAT impact

Meaningful Data!!

Change from “Interpreter Feedback FY14 80.05% of providers report
Form” to “Interpretation Feedback quality of care/service their clients
Form received was greatly improved by the

addition of interpretation services.
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The Self-Aware Organization
Story

Identification of Client Misuse of

More Efficient Workflow Language Access

Assessing
Industry Trends
and Client Needs

New Approaches with new

Better View of “Value Realities
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Questions?

DelLana Browning
Quality Improvement Manager
Northern Virginia AHEC
703-549-7060
dbrowning@nvahec.org
www.NVAHEC.org
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